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ABSTRACT 
The aim of this research is to evaluate the efficiency of service delivery in specific 
communities, namely Wards 22 and 36, in order to assess whether residents of 
those communities understand the service delivery process and whether there is 
enough communication and relationship within the councillors and residents. 
It is aimed at looking at the relationship between ward councillors and the residents 
of the community that they are given to represent. 
Service delivery is something that South Africa has been battling with for years. As 
much as there is progress within our country, a lot still needs to be done in order to 
satisfy the citizens of this country. That is where the purpose of this research thus 
come in, it looks at what the municipality has done to assist its people in matters that 
are urgent, such as housing, running water and electricity, to name a few. 
 As stated above, this research looks at the implementation, or lack thereof of the 
municipality, on things that they had said they would attend to in the two wards, ward 
22 and ward 36. 
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CHAPTER ONE 
INTRODUCTION 
1.1 INTRODUCTION AND PURPOSE OF THIS RESEARCH 
1.1.1 The service delivery challenge. 
This research evaluates the efficiency of service delivery particularly in two wards, 
namely Ward 22 and 36 of the Nelson Mandela Bay municipality. 
The critical role of an effective service delivery process in ensuring sustainable 
access to basic services by the citizens cannot be overemphasized. Its critical 
relationship with social stability and democracy can also not be ignored. In this 
regard, attempts should be made by government to explore a variety of approaches 
that promote effective service delivery. Municipalities have the responsibility to 
ensure that all citizens are provided with services to satisfy their basic needs as 
stated in the South African Constitution. 
“Each municipality has its own configurations of characteristics and problems. 
Consequently, when analysing municipal problems, there is a danger of sinking into 
a sea minutiae and details.” Atkinson (2002:7). The researcher discovered that in 
South Africa, there are very few analysts who have experience of a large number of 
municipalities, particularly cases drawn from different Provinces.  
Having been from the Eastern Cape, the researcher found themselves in that same 
deep sea when analysing the details and issues being faced by our province, hence 
this research work came to life. 
There is far too little research and writing being undertaken on the actual functioning 
of municipalities, with the result that secondary reports are scarce. This worsens the 
problem of fragmented, sketchy and rather unpleasant picture which is presented in 
this research. 
  
 
2 
The development role of local government can be fully realised only if the people, 
who are the true beneficiaries of development, take part in shaping their own destiny. 
In this regard, “the White Paper on Local Government (1998:37) defines 
developmental local government as local government committed to working with 
citizens and groups within the community to find sustainable ways to meet their 
social, economic and material needs and improve the quality of their lives.” Tsatsire, 
Taylor and Raga (2010:271) 
Key local government legislation, which includes the Local Government: Municipal 
Systems Act 32 of 2000, makes provision for mechanisms, structures and systems 
to promote participatory governance. The Local Government Municipal Structures 
Act No 117 of 1998 introduced Ward Committees. All this enabling legislation has 
created an environment conducive to public participation, in which people are 
encouraged to participate in decision making processes. 
However, service delivery protests, which have become a feature of many South 
African cities, are indicative that these programmes may not be adequate. 
This point to the possibility that the aforementioned system, mechanisms or 
structures are not effective in providing people a platform to voice their views, of 
municipalities who have failed to sufficiently address the priorities identified by their 
communities. Other underlying factors such as poor communication of the services 
delivered and political motivation may also have played a role in the protests.   
 In a democracy, a constitution is a contract between the government and the 
people, which determines how people are governed. One of the key tenets of 
democracy is public participation. 
In South Africa, community involvement is also a Constitutional obligation in terms of 
Section 152(1) of the Constitution of the Republic of South Africa, Act 108 of 1996, 
which talks the objects of local government which mentions the importance of 
providing democratic and accountable government for local communities, ensuring 
the provision of services to communities in a sustainable manner, promoting social 
and economic development,  promoting a safe and healthy environment and to 
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encourage the involvement of communities and community organisations  in the 
matters of local government. 
All these that are mentioned here are very important in building a good relationship 
between municipal officials and citizens, for through these measures, improvements 
can be well underway and promote satisfactions and expectations being met. 
Section 152(1) of the Constitution of the Republic of South Africa continues to state 
that: The primary role of any government is to ensure that there is service delivery as 
it is an imperative part of its functions. It tells us that the primary purpose for the 
formulation of a government is to ensure that there is service delivery, this is 
included as part of the definition of government. Therefore, it would be safe to say 
that reform strategies within the South African Public Service are aimed at improving 
the delivery of services to all South Africans. 
In the State President’s address on 22 May 2002 in Kempton Park, the President 
acknowledged that the country had weak local government structures. The Eastern 
Cape was identified as one of the provinces in which this was a particular problem. 
This thus supports the reason behind the researcher to choose such a topic, due to 
the state of our province and local municipalities.  
The researcher thus found it essential to conduct a research that explores the 
process of consultation between residents and local government representatives as 
to understand how the challenge of communication can be overcome and 
implemented successfully for better results. The researcher feels and understands 
that there should be a balance or compromise between what citizens want and what 
government can afford and has the capacity to deliver, that citizens, as customers 
are happy and/or satisfied with the quality and quantity of service delivery, that 
service delivery is improved or is improving and that there is mutual respect  and 
understanding between service municipalities and citizens. Lastly, that each 
municipal representative is meeting his or hers stated obligations. 
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Whatever method they may choose to use when implementing what is required of 
them, it must always be in line with the overall goals of improving the quality of 
services, extending services to residents who do not have them and providing those 
services at an affordable cost. The most important factor to consider is the level or 
standard at which the service is provided. 
1.1.2 Context of the Research  
The purpose of this research is to evaluate the efficiency with which municipal 
council have delivered services. 
A service delivery flow chart was designed by a company called, Delloitte, to 
demonstrate the flow of service delivery and its effectiveness.  The diagram 
mentions points such as, effectiveness in service delivery, efficiency in service 
delivery and equity in service delivery. Looking deep in these above-mentioned 
structures, things such as: 
 Accuracy of Response 
 Timeliness in provision of information and services 
 Eliciting feedback from communities on information and service delivery 
 Inviting community participation in construction and provision of services 
 Reliability in services 
 Ability to give assurance to customers through knowledge, courteous, trust 
and confidence 
 Reducing discretion and chances of bribery 
 Increase transparency and openness 
 Usage of appropriate channels and devices in information and service delivery 
keeping in mind the targeted communities,  are identified as ways of creating 
a relationship and space where service delivery is run smoothly and at a rate 
of success, where both parties involved are satisfied with the end results. 
When we look at the service delivery that is lacking, and is therefore expected by the 
citizens from the municipality, we look at things such as electricity, domestic waste 
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removal, road maintenance, health services and street lighting. This study was 
conducted mainly in two wards of the Nelson Mandela Bay Municipality (NMBM), 
namely Ward 36, also known as Joe Slovo, and Ward 22, which is known as Daku in 
Kwazakhele, these are the two wards that will be looked into to see what it is that is 
lacking in these wards, what the municipality has done to meet up with the demands 
of the citizens of these communities and whether or not there has been any level of 
improvement. 
1.1.3 Ward 36 – Joe Slovo 
Joe Slovo informal settlement was established in June 1996, when private land was 
claimed by the people and occupied. Derrick Hanekom, the then Land Affairs 
Minister purchased the land where one thousand five hundred (1500) households 
could be accommodated. 
The current councillor has held this position since 1998 and before he recently 
completed serving his period, some improvements have been implemented, the 
most important of which is electricity that was installed for the informal settlements in 
1999. Prior to this residents of Joe Slovo lived without electricity in their households, 
which meant they had to use fire and paraffin on a daily basis in place of electricity. 
This has been their daily struggle, which led them to losing faith in the local 
municipality in Nelson Mandela Bay. On top of that, there was the housing situation. 
Residents resided in shacks for long periods, awaiting RDP houses that were 
promised to them. 
Communication between the citizens and the municipalities was active throughout, 
but what was a noticeable trend, was the lack of delivery on the promised services. 
This led to protest action about the housing situation which took place in 1999 and in 
2000. A three-phase RDP housing project, along with other infrastructure such as 
tarred roads, was then initiated in a desperate measure to satisfy the residents and 
try meet up to their expectations. 
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After a lot of harsh and physical communication (protests) between the ward 
councillor of ward 36 and its residents about service deliver, a school that can 
accommodate learners from Grades 1 to 7 as well as a clinic to service the 
community have also been available since 2004. But a lot of residents are left with a 
lot of unanswered questions and there are some promises that haven’t been met yet, 
for instance, the bead sewing initiative that was to be put in place for the elderly to 
keep them active and as a way to generate income, is still not active.  
1.1.4 Ward 22 - Daku 
Daku is a section of Kwazakhele Township, a formal township that was established 
in 1956 under the apartheid government. Kwazakhele was initially a ‘site and service’ 
township, but formal housing was built and services including water, sanitation and 
electricity, were provided over the decades. By 2010 most of the houses had formal 
service provision, but today there are still some small informal settlements in this 
ward that have certain development and service delivery needs. 
Even though the housing issue was dealt with over the years, the quality of the 
houses that were built and distributed to the citizens of ward 22 was not satisfactory. 
The geysers were bursting, the walls were breaking and the roofs were leaking. The 
councillor that was interviewed for the purpose of this research, Nqabakazi Zuma 
commented on the housing issue, stating that the municipality had said that 10% of 
the people on ward 22 would be relocated to NU29, an area where new houses are 
being built, but to date those people are still not being moved. Of that 10% there are 
disabled residents who urgently need better living conditions to cater for their daily 
living and their state of health, but those needs have not yet been met. Specifications 
and further detail on all that was promised to the residents of ward 22 will be 
discussed in later chapters. 
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1.1.5 Research Problem 
In the townships of Nelson Mandela Bay, there is still a great deal that needs to be 
done in order to ensure the realisation of the Batho Pele principles, particularly 
consultation, which should be closest to the hearts of councillors. 
The study is based on the assumption that these wards are facing a number 
challenges in some key performance areas, namely: basic service delivery, financial 
management, good governance and public participation. 
Both wards forming the basis of this research experienced service delivery protests 
in 2010. Whilst visiting relatives in Kwazakhele, Ward 22, the researcher observed 
community members burning tyres on the tarred road and throwing stones and 
waste in the streets. They were complaining about the lack of service delivery, 
specifically supply of running water, consistent availability of electricity and overall 
improvement of the infrastructures. Some of their complaints were that sporadically, 
especially during weekends, water was shut-down, their electricity is cut-off without 
any notification. The collection of sewerage is still an issue for those households that 
still have the bucket system in place. 
In Joe Slovo, Ward 36, where citizens were threatening to burn the councillor’s 
office, the issue was about the RDP houses that were built in 2010 but were not 
allocated to people. Community members were supplied with site numbers but no 
sites were allocated to them. This led to a protest because of the councillor’s failure 
to communicate with the community what their reasons were for this. Government is 
still investigating and verifying whether the title deeds are allocated to the right 
people. 
These protests are an indication that the formal processes of consultation at local 
level are not working well. Communities can participate in consultations and 
decision-making processes at local level, e.g. ward committees, ward meetings and 
planning forums, but only if they are consulted or involved. It is very important for the 
community to understand which services are available to them, and the way services 
are delivered, for them to fight for their interests and right and represent themselves. 
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Poor services can also make it difficult to attract business to an area. This can also 
have a direct and immediate effect on the quality of lives of the people. 
1.2 METHODOLOGY 
Research is an academic activity and as such the term should be used in a technical 
sense. According to Clifford Woody research comprises defining and redefining 
problems, formulating hypothesis or suggested solutions; collecting, organising and 
evaluating data; making deductions and reaching conclusions; and at last carefully 
testing the conclusions to determine whether they fit the formulating hypothesis. 
Kothari and Garg(2014:1) states that “D. Slesinger and M. Stephenson in the 
Encyclopaedia of Social Sciences define research as the manipulation of things, 
concepts or symbols for the purpose of generalising to extend, correct or verify 
knowledge, whether that knowledge aids in construction of theory or in the practice 
of an art.”  Research is, thus, an original contribution to the existing stock of 
knowledge making for its advancement. It is the pursuit of truth with the help of 
study, observation, comparison and experiment. In short, the search for knowledge 
through objective and systematic method of finding solution to a problem is research. 
The systematic approach concerning generalisation and the formulation of a theory 
is also research. As such the term ‘research’ refers to the systematic method of 
information finding. 
This research will focus on descriptive research and qualitative research. The 
researcher will go in-depth about this matter in later chapters. 
1.3 CONCEPTUAL AND THEORETICAL FRAMEWORK 
The South African Constitution states that municipalities have the responsibility to 
ensure that all citizens are provided with services to satisfy their basic needs, this is 
according to: Province of the Eastern Cape Provincial Gazette Extraordinary, 24 
March 2010, Local Authority Notice 36, under the Provisions Act of Section 156 of 
the Constitution of the Republic of South Africa 1996, and as much as the 
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municipalities always strive to meet up with their responsibilities, they still have a 
long way to go. 
It is important therefore to look at what these services entail and how municipalities 
can provide them in an affordable manner. In addition, the role ordinary citizens can 
play to help municipalities decide what services to provide and how they should be 
provided, needs to be investigated. 
1.3.1 The public participation process and democratic theory 
Public participation should be an integral part of the planning, implementation, 
monitoring and evaluation of the delivery of government programmes. These 
programmes should be informed by the needs of communities, identified through 
ongoing community involvement and engagement. After implementation, monitoring 
and evaluation one would expect that communities would be consulted to establish 
the impact of their level of satisfaction with the programmes implemented. It can 
therefore be said that public participation is a continuous cycle and does not have a 
beginning or an end. 
Community members can participate in many consultations and decision-making 
processes at local level, for example, ward committees, ward meetings and 
integrated development planning forums representing their own constituencies. If 
one wants to represent people and fight for their interests, it is very important to 
understand the level of services that are available, the way services can be delivered 
and the delivery choices faced by the municipality. Effective local democracy needs 
a combination of representative and participatory democracy. 
Elected councillors should consult residents on a regular basis in order to carry out 
the mandate they receive from communities and table those concerns to the council, 
as well as report back to the community they serve. 
The decisions taken by the Council between elections impact on the lives of local 
residents. There is constant change within communities where there are ongoing 
issues that need to be addressed by Ward Councillors and government 
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representatives need to be aware of what the communities face on a daily basis. 
Councillors have to keep residents informed about decisions.  
1.3.2 The importance of participation and responsible citizenship 
Participation is important to make sure that government addresses the real needs of 
communities in the most appropriate manner. It also helps to build an informed and 
responsible citizenry with a sense of ownership of government developments and 
projects. Participation by politicians, officials and civil society is seen as one of the 
cornerstones of our democracy as it is of benefit not only to the politicians and 
officials but also to the civil society. This can be facilitated by community meetings 
with community leaders, ward committees, door-to-door surveys, and questionnaires 
included in municipal accounts, public hearings and suggestion boxes. 
1.3.3 Performance management 
According to the Developmental Local Government guide, performance 
management is a system that is used to make sure that all parts of the municipality 
work together to achieve the goals and targets that are set. 
Therefore the municipality must have clear goals and specific targets of what has to 
be done to make sure the goals are achieved. 
Every department and staff member should be clear on what they have to do and 
how their performance will contribute to achieving overall goals and targets as 
delegated to them. Performance of individuals, departments and the municipality as 
a whole should be monitored to make sure the targets are met. Performance 
management is of critical importance to ensure that plans are being implemented, 
that they are having the desired development impact, and that resources are being 
used efficiently. 
As it was above-mentioned that this research will focus on two wards, ward 22 and 
ward 36, the same applies with the municipal officials that were put in place to deal 
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with the demands of the citizens of these communities, find out what their daily 
struggles are and what can be done strategically to overcome daily challenges. 
1.4 RESEARCH AIM AND OBJECTIVES 
1.4.1 Aims of study 
The aim of this research is to evaluate the efficiency of service delivery in specific 
communities, namely Wards 22 and 36, in order to assess whether residents of 
those communities understand the service delivery process and whether there is 
enough communication and relationship within the councillors and residents. 
The section on the background and reasons for the study outlined deficiencies in the 
application of public participation in local government. One of the objectives of this 
study was therefore the identification of gaps and deficiencies in public participation 
processed in local government, with specific reference to service delivery in Wards 
22 and 36. 
1.4.2 Main research question: 
It is against the above background that the following main question is posed: 
How efficient is service delivery in these wards, and how does public 
participation affect service delivery? 
1.4.3 Subsidiary research questions: 
 Are the councillors aware of what is taking place at ground level? 
 Is there an open line of communication and mutual understanding between 
residents and councillors? 
 Are the residents aware of the challenges that the councillors encounter with 
regard to providing quality service delivery? 
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1.4.4 Objectives: 
 to examine what role the communities can play in helping municipalities 
decide how to provide service delivery, that is, finding a common ground 
between the two parties. 
 to test the level of communication and understanding between the community 
and the councillors. 
 To evaluate the level of participation by community members in local 
government processes. 
 to evaluate the level of satisfaction of residents of these communities with  the 
current service delivery. 
1.5 SCOPE AND SCALE OF RESEARCH 
The study is limited to evaluating the efficiency of service delivery in the two wards, 
namely, Ward 22 (Daku) and Ward 36 (Joe Slovo) in Nelson Mandela Bay, using the 
two areas as case studies. The researcher has identified these wards as those 
requiring special attention because of the challenges that face them with regard to 
development and lack of services delivery. However, the widespread service delivery 
protests that regularly occur throughout the country confirm that the vast majority of 
South African municipalities are facing similar challenges. 
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CHAPTER TWO 
LITERATURE REVIEW 
2.1 INTRODUCTION 
The literature review undertaken on this subject provided an opportunity for the 
researcher to critically analyse public participation the local government sphere. This 
exercise involved the review of the existing body of literature in the relevant 
discipline, which included books, journals, legislation and other research on public 
participation. Since the local government sphere and its operations are regulated by 
the Constitution of the Republic of South Africa 1966, (Act No 108) a legislative 
review was imperative. 
According to Heymans and Totemeyer (1998:2), local government is a decentralised 
representative institution with general and specific powers devolved to an identified 
restricted geographical area within a state. It is clear that local government is the 
crucial and critical sphere of government for effective and efficient service delivery. 
The fundamental transformation of Government after 1994 which was the 
transformative constitutionalism beyond Apartheid saw the erstwhile over 1200 
racially based local authorities, four provincial administrations and ten Bantustans 
being replaced by 284 democratically elected municipalities, nine provinces and a 
strong national government (Pieterse, 2002:9-15). 
National government has since identified that local government need assistants in 
achieving demonstrable change and accelerated capacity building to enhance 
service delivery. In this regard, national government launched Project Consolidate in 
October 2004 as hands on support for local government to enable municipalities to 
fulfil the Constitutional obligation of delivering quality services. Encouraged by the 
successes of Project Consolidate, government urged all municipalities to follow the 
principles of Project Consolidate in their day-to-day operations. In addition to service 
delivery, one of the key focus areas of Project Consolidate is to improve local 
governance. This implies not only a review of governance structures to improve their 
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effectiveness and efficiency, but also a strong focus on public participation (Molefe & 
Dlamini, 2006). 
The Constitution of the Republic of South Africa, 1996 (Act No 108) states or 
underpins the basic public administration and management values and principles for 
government officials to comply with when executing their functions. It is therefore 
necessary to have skilled and competent public officials in order to comply with 
constitutional requirements.  
Section 10 of the Constitution of the Republic of South Africa, 1996 (Act No 108) 
states that, “Everyone has inherent dignity and the right to have their dignity 
respected and protected. This is therefore coherent with the objectives of local 
government for South Africa to provide democratic and accountable governance to 
municipal inhabitants, and render services in a sustainable manner. 
When talking about giving people dignity through service delivery, one looks at 
issues such as giving a person a roof over their head, and save them from the 
humiliation of moving from relative to relative, seeking shelter. We look at things 
such as such assisting with running water and electricity. The lack of running water 
means that residents are still left with the option of the bucket system, this thus 
speaks volumes on how undignified that system is, and how to an extent, how 
inhumane it is for people, in this day and age are still leaving through these 
conditions. 
The historic norm in South Africa was racial segregation and firm control of the influx 
of Black citizens into cities (Pieterse, 2002:25). Before the advent of democracy, 
local government structures in South Africa were based on the four racial groups. 
The “White”  local authorities were generally well represented, resourced with 
superior facilities and services and well established with vibrant business and 
industrial areas, while the local authorities serving the Coloured, Indian and Black 
population were inferior, with poor facilities, as they were being prevented from 
developing to their full potential (Cloete, 1995:2). Urban Blacks were particularly 
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dissatisfied with the apartheid system; which dissatisfaction manifested itself in 
massive protests at local government level. 
This above statement also aids as a support to the statement made about dignity 
being given through service delivery. As much as the effects of lack of service 
delivery affect people of all races, it can be narrowed down to specifications. For 
instance, the bucket system is something that was mostly and still is found in the 
areas where black people reside. Something that was introduce as a manner of 
assistance,  but looking at it with a fresh eye, that system is more degrading than 
assisting, and for it to be still in place currently is a spit on the face to the black 
community. These are things that the municipality still needs to rectify, but is failing 
in most instances, but their efforts are being noticed. 
Legislation and policies such as the White Paper on Local Government (1998), the 
Local Government Municipal Finance Management Act, 2003 (Act 56 of 2003), and 
Local Government Municipal Systems Act, 2000 (Act 32 of 2000), emphasize the 
principles of developmental local government, and particularly emphasize public 
participation, community involvement and transparent administrative and 
management systems.  
In South Africa, community involvement is also a Constitutional obligation in terms of 
Section 152(1) of the Constitution of the Republic of South Africa 1996, (Act No 108), 
which lists the objectives of local government as follows: 
 to provide democratic and accountable government for local communities; 
 to ensure the provision of services to communities in a sustainable manner; 
 to provide social and economic development;  
 to encourage the involvement of communities and community organisations in 
the matters of local government.  
The above responsibilities establish a new mandate for local government in South 
Africa which requires that each local authority develop specific policies aimed at 
meeting the particular needs of local communities, with their consent.  
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The primary role of any government is to ensure that there is service delivery, as it is 
an imperative part of its functions. The primary purpose for the formulation of a 
government is to ensure that there is service delivery and that all that is expected of 
the government is done within a specific time frame. Therefore, it would be safe to 
say that reform strategies within the South African Public Service are aimed at 
improving the delivery of services to all South Africans. 
In the State Presidents’ address on 22 May in Kempton Park, the President 
acknowledged that the country had a weak local government structures. The Eastern 
Cape was identified as one of the provinces in which this was a particular problem. 
Ina democracy, a constitution is a contract between the government and the people, 
which determines how people are governed. One the key ideas of democracy is 
public participation. 
2.1.1 What is public participation? 
According to Burkey (1993:42), participation is a process of conscientisation. An 
analysis of this definition reveals the importance of communication in empowering 
people to participate in local government planning and decision-making processes. 
The Nelson Mandela Bay Metropolitan Municipality’s Communications Strategy 
(2008-2012) defines communication as a two-way process that involves the constant 
flow of information by people for people. Effective and efficient communication is an 
integral part of service delivery, as well as a prerequisite for public participation. 
Local government should promote social development and should engage in 
programmes that focus on the empowerment of disadvantaged groups as well as the 
accessibility to these programmes to enable community participation. A former 
Mayor of Nelson Mandela Bay Metro, Nondumiso Maphazi, when describing the role 
of public participation in governance and service delivery, mentioned that, “local 
government is committed to, working with citizens and groups within the community 
to find sustainable ways to meet social, economic and material needs and improve 
the quality of lives” according to N. Maphazi (2012:45).  
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Communities need to understand how government operates in order to enhance 
public participation. The incumbent ANC government should live by its slogan of 
“together we can do more”. This should not only appear on their office walls or in 
newspapers, but be applied in practice.  
“Section 153 of the Constitution identifies local government as being responsible for 
setting the developmental framework in their respective jurisdictions. Although 
municipalities are expected to represent their local communities in a democratic and 
accountable manner, developmental frameworks will vary from municipality to 
municipality and will reflect the diverse political dynamics of respective areas.” 
Tsatsire, Taylor and Raga (2010:272) 
“Public participation is both a Constitutional and a legal requirement. A number of 
statutes promulgated after the 1994 democratic elections make provision for public 
participation. These are all underpinned by and based on possibly the most famous 
statement ever to emanate from South Africa, that is, the Freedom Charter.”  
Tsatsire (2008:166), 
 In relation to local government, the Freedom Charter states that “All people shall 
have the right to take part in the administration of the country” and that there shall be 
“democratic organs of self-government.” (Freedom Charter, 1955) 
“In addition to providing traditional municipal services, municipalities must now lead, 
manage and plan for development. Section B of the White Paper on Local 
Government (1998), describes the kind of leadership municipal councils should 
provide. Furthermore, municipalities are required to facilitate enhanced participation 
with communities, organisations and businesses to contribute to the development of 
the area.  
Councillors and officials are now required to function in a political environment which 
imposes additional responsibilities. In addition, for councillors to perform the 
governing functions effectively, they must be able to function objectively and make 
rational recommendations in committee and council meetings. To achieve this, 
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councillors need to have a broad and thorough understanding of the communities 
they represent”. Tsatsire, Taylor and Raga(2010:272), 
2.1.2 How can communities participate? 
 “The new system of developmental local government provides scope for 
involvement in local governance by ordinary people. Such involvement could take 
various forms, including the submission of recommendation’s and complaints to the 
municipal council, access to information and a number of disclosures and 
declarations by both officials and politicians on matters affecting them directly.” 
Tsatsire (2008:185) . 
Chapter Four of the Municipal Systems Act 32 of 2000 provides for processes, 
mechanisms and procedures for public participation and the communication of 
information concerning community participation, notification of Council meetings and 
communication between Council and local communities. The public can also 
participate in local decision-making through their active involvement in the 
development and implementation of Integrated Development Plans, budgets and 
performance management systems. 
A vital channel for public participation is the Ward Committee system. The Municipal 
Structures Act 117 of 1998 makes provision for the establishment of Ward 
Committees. These institutionalised channels of communication are representative 
of communities. They complement and work together with Ward Councillors who are 
the chairpersons of the Ward Committee meetings. 
Ward Committees are structured in a way where they are made up of not more than 
ten representatives and represent various special interests. The function of Ward 
Committees is to give community members the opportunity to express their needs 
and opinions on issues that affect their lives. They are the essence of democracy, 
since they allow for participation on grass-roots level. It is through these committee 
meetings that the residents can lay out and express exactly what it is that they need 
and are struggling with, it is also through these meetings that the ward 
  
 
19 
representatives make verbal dedications to the community members on ways that 
they can assist them and aid them in their cries for help. 
Section 53 to 55 of the White Paper on Local Government (1998) state that 
municipalities require public participation at four levels, namely:- 
(i) As voters, to ensure maximum democratic accountability of the elected 
political leadership for the policies they are empowered to promote. 
(ii) As citizens, who express, via various stakeholder associations, their views 
before, during and after the policy development process in order to ensure 
that policies reflect community preferences as far as possible 
(iii) As consumers and end-users, who expect value-for-money, affordable 
services and courteous and responsive service. 
According to the research report prepared by The Centre for Public Participation 
(CPP) – Public Participation and Local Governance – public participation is on the 
agenda globally, not just in Africa, and particular, South Africa. This is because 
public participation can help to:  
 enhance development and service delivery; 
 make governance more effective; and  
 deepen democracy. 
According to Sen (1999), improving service delivery requires a new praxis, a more 
flexible approach, which builds on existing processes. This assumes that it is useful 
to learn from what works contextually, while at the same time aspiring for the larger 
freedom that sustainable development implies. According to McLennan (2007), 
delivery is political, because it implies the use of institutionalised power through the 
state to ensure the effective management of resources for development. It involves 
complex relationships between the stakeholders and the distribution and utilisation of 
power and authority networks, with legitimate resources distribution and 
development. In this way, delivery is also linked to development and the politics of 
achieving equitable and sustainable growth (McLennan, 2000). 
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2.1.3 Cooperative governance and intergovernmental relations 
The adoption of the Constitution of the Republic of South Africa, 1996 (Act 108 of 
1996), heralded a significant new phase in the South African local government 
transition process. In terms of Section 40(1) of the 1996 Constitution, government is 
constituted as a national, provincial and local sphere, which is distinctive, 
interdependent and interrelated. This established local authorities as a distinctive 
sphere, with a mandate to govern, to provide services and to promote social and 
economic development. 
The Province of the Eastern Cape Provincial Gazette Extraordinary written on 24 
March 2010, the Local Authority Notice 36, under the Provisions Act of Section 156 
of the Constitution of the Republic of South Africa 1996 states that, “establishing and 
maintaining sound intergovernmental relations is vital to ensuring the success of 
local government. The rendering of services has to take place within the spirit of co-
operative government.”   
“Therefore, the national, provincial and local government spheres should work 
together to address the many social problems facing South Africa. However, the 
infrastructural and other service backlogs caused by the apartheid are of such a 
nature that local government needs substantial resources, mostly financial and 
quality human resources, to sustain service delivery.” Tsatsire, Taylor and Raga 
(2010:273) 
“The reality of South African cities, towns and rural areas differ dramatically. Certain 
communities are still geographically divided and live in dire poverty, isolated from 
services and opportunities. The previous local government system failed to address 
the greater needs of the majority of South Africans, whilst the current system has not 
yet been able to reverse these long-standing patterns of inequality and unmet human 
needs,” Tsatsire, Taylor and Raga (2010:273) 
 
  
 
21 
2.2 IMPACT OF ACCOUNTABILITY AND ETHICS ON PUBLIC SERVICE 
DELIVERY. 
According to Stewart (in Hondeghorn, 1998:132), “Public accountability rests both on 
giving an account and on being held accountable”.  
All government departments have to be efficient because they have to ensure value 
for the tax payer’s money. Efficiency encompasses the qualitative and value-laden 
expectations of society. Open, transparent and accountable government is an 
imperative prerequisite for community-oriented public service delivery because 
without it, unethical behaviour will result.  
K.Raga (2005:4) states in his mini-forum titled:  Advancing Public Service 
Performance, “Ethics are as important for the public servant as blood for the body. 
The public sector, like individuals, is constantly changing through new leadership, 
environmental influences, and socio-political development. Government and society 
cannot promote and enforce ethical behavior solely through the utilization of ethical 
codes of conduct or the promulgation of a plethora of legislation. Social mind sets 
often are still entangled in a micro-ethic paradigm. People tend to think of moral 
values and norms as applying only to personal relations. South Africa needs an 
organizational culture that not only supports ethical behaviour, but sees that it also 
defines and underpins right and wrong conduct individually and institutionally.” 
Change in leadership can have a strain on the ability of services being delivered 
successfully, because each leader differs from the other. And in some cases, when 
one leader steps down, the one taking over must continue from where the other 
stopped, but one would find that this process is somewhat a struggle, and this could 
be traced to ones morals and values, and actual enthusiasm in their line of work. 
Progress could be on a stand still due to lack of morals and ethics and not following 
the set code of conduct. 
Such will be analysed in the two wards that this research is focusing on, to see if the 
same is evident in the Nelson Mandela Bay Municipality. 
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2.3 MUNICIPAL SERVICES 
“The closeness of local government to the places where needs are felt, means that it 
is strategically located to perform its mandate of providing basic services to the 
people, as the first step towards developing communities in South Africa (Section 
152 of the Constitution). The delivery of basic services greatly assists in poverty 
eradication and community development. Local government is now expected to 
render limited free basic services, for example, basic water as 6000 litres (6kl) per 
household per month and basic electricity as 50 kilowatt hours per household per 
month to communities who cannot afford to pay for municipal services, as per the 
2000 Election Manifesto of the ruling African National Congress (ANC) government. 
This manifesto views access to basic services as universal and a constitutional 
requirement.” Tsatsire, Taylor and Raga (2010:273) 
Municipalities must ensure that people in their areas at least have the basic services 
they require. There are a large number of services that need to be provided, the 
most important of which are:  
 Basic services (Water and electricity). According  to Tsatsire, Taylor and Raga 
(2010:273) “Local government is now also expected to render limited free 
basic services. For example, basic water as 6000 litres (6kl) per household 
per month  and basic electricity as 50 kilowatt hours per household per month 
to communities who cannot afford to pay for municipal services, as per the 
2000 Election Manifesto of the ruling African National Congress (ANC) 
government. This manifesto views access to basic services as universal and 
constitutional requirement.”  
 Waste management. Municipalities are obliged to ensure sewage collection 
and disposal in a manner that does not create health nuisance. Any person 
who contravenes Subsection (1) of the Province of the Eastern Cape 
Provincial Gazette Extraordinary (24 March 2010) commits an offence. In 
regulating and ensuring that this provision is complied with is dealt with under 
section 16(1) of the National Environmental Management: Waste Act 
2008(Act 59 of 2008) which states that:  
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A holder of waste must, within the holder's power, take all reasonable measures to : 
(i) avoid the generation of waste and where such generation cannot be 
avoided, to minimise the toxicity and amounts of waste that are generated; 
(ii) reduce, re-use, recycle and recover waste; 
(iii) where waste must be disposed of, ensure that the waste is treated and 
disposed of in an environmentally sound manner; 
(iv) manage the waste in such a manner that it does not endanger r health or the 
environment or cause a nuisance through noise, odour or visual   impacts; 
2.3.1 Service delivery protests in South Africa 
Local government (municipality) is the sphere of government closest to the people. 
Officials are elected by citizens to represent them and to ensure that services are 
delivered to the community. Many municipalities, though, are unable to deliver 
services to residents. 
According to Powell (Idasa Document, 22 Jan 2010) 2004 saw an unprecedented 
wave of popular and violent protests flowing across the country. With the 2010 
service delivery protest, the protesters explained that they took to the streets 
because there was no way for them to get to speak to government, let alone to get 
government to listen to them. Powell (2009) argues that government’s faith in local 
government as the sphere that is closest to people and the delivery arm of the state 
is not shared by the citizens. Local government is the least trusted of all public 
institutions in the country. 
The general feeling that is highlighted by the citizens is that political leaders lack 
responsiveness to issues raised by communities; they are incompetent, prone to 
corruption and have a high degree of disregard for the communities. 
2.4 LOCAL GOVERNMENT AND SERVICES 
“The closeness of local government to the places where needs are felt, means that it 
is strategically located to perform its mandate of providing basic services to the 
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people as a first step towards developing communities in South Africa (Section 152 
of the Constitution). As per the Department of Housing White Paper, A New Housing 
Policy and Strategy for South Africa: The Department of Human Settlements (DHS) 
service delivery priorities include upgrading well located informal settlements, and 
providing proper services and land tenure to 500 000 households by 2014. The 
delivery of basic services greatly assists in poverty eradication and community 
development.” Tsatsire, Taylor and Raga (2010:273) 
By improving its capacity and skills levels, it is possible for a municipality to improve 
and expand the delivery of effective and efficient services. Better communication 
between the municipality and citizens will help council to determine the needs of the 
community. Since 1994, the democratic government targeted the acceleration of 
service delivery to communities in order to eradicate the inequalities of the past.  The 
improved development and implementation of Service Delivery Improvement Plans 
(SDIPs) drawn up in March 2013 and service standards should ensure that the tasks 
are instituted and in compliance, monitored and evaluated. 
The document: Understanding Local Government (2000 )tells us that, “Because no 
single sphere of government can act in isolation, provide services and deal with 
challenging backlogs in service delivery whilst being developmental, services have to 
be provided in collaboration with other spheres of government, government, 
community-based organisations, supported by the private sector, non-governmental 
organisations and the community itself. The integration of service delivery can also 
be facilitated through honesty and a sound cooperative ethic in the practice of 
government.” 
The Republic of South Africa Government Gazette Cape Town, (2000), Section 23(1) 
of the local government presents the vision of developmental local government, as 
envisaged in the Constitution: 
A municipality must undertake developmentally oriented planning so as to  ensure 
that it: 
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a) strives to achieve the objectives of local government set out in Section 152 
of the Constitution; 
b) gives effect to its developmental duties as required by Section 153 of the 
Constitution. 
Against this background, according to Tsatsire, Taylor and Raga(TD The Journal for 
Transdisciplinary Research in Southern Africa, 6(1) July 2010, p 276), “The White 
Paper on Local Government 1998, Section 2.3, prescribes that developmental local 
government has four interrelated characteristics, namely: 
a) maximising social developmental and economic growth 
b) integrating and coordinating 
c) democratising development, and  
d) leading and learning. 
In the context of the above characteristics, developmental local government is 
committed to working with citizens and groups within the community to find suitable 
ways to meet their social, economic and development needs and improve the quality 
of their lives.  With the changes in local government legislation and structures, it is 
inevitable that the roles of local government councillors, officials and the community 
will be more in keeping with the new dispensation. The new developmental 
legislation that are being drafted should now allow communities to participate in local 
governance in order to ensure a local government that is accountable, transparent 
and responsive to community needs.”  
2.5 SERVICE TO THE PEOPLE AND CUSTOMER CONCEPT. 
A customer can be defined as a person who buys goods or services and a client as a 
user of a service (Oxford Dictionary & Thesaurus, 1995:265, 353). Therefore it 
should be realised that customers of public institutions can be divided into various 
categories. Public institutions may serve direct or indirect customers, primary or 
secondary customers or even internal or external customers. The main issue is that 
not only members of the public are customers of public institutions, but also 
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colleagues, other departments as well as suppliers (Kwazulu-Natal Provincial 
Administration, 2000a:31). Institutions that are highly regarded in terms of customer 
services are those where extraordinary customer relations are practised throughout 
the institution, regardless of whether the customer is outside the institution or is an 
internal customer (Hessler, 1991:57). 
When looking at the manner in which citizens should be treated and taken care of 
and being communicated with, the BATHO PELE - "PEOPLE FIRST" WHITE 
PAPER ON TRANSFORMING PUBLIC SERVICE DELIVERY: Department of Public 
Service and Administration, 18 September 1997 (Section 1.3.3) states that to treat 
citizens as customers implies: 
 listening to their views and taking account of them in making decisions about 
what services should be provided 
 treating them with respect and consideration 
 making sure that service is always of the highest quality and 
 responding sympathetically when standards of service fall below the promised 
level. 
The customer care or service approach as part of quality control should be designed 
to improve relationships with ways of handling customers. The aim, similar to that of 
a quality improvement programme, is to consider the customer’s perception of 
service and use those perceptions as a base point from which to make 
improvements (Hague & Hague, 2004). 
Well-managed organizations commit time and resources to clarifying their vision and 
mission. Invariably, their mission statements contain reference to customers, and 
reinforce the place of internal, as well as external customers. While the statement is 
important, the culture which is required to support it is crucial. Effective management 
that focuses on producing a caring culture is a reflection of behaviour, words are not 
enough. Managers must be prepared “to walk the talk” (Morris, 1996). 
  
 
27 
2.6 ARE COUNCILLORS ABLE TO LEAD?  
The 1994 elections began a transformation process that would, hopefully, lead to a 
democratic, non-racial and non-sexist society. In such a society, respect for 
fundamental human rights would be institutionalised. To this end, the ANC-led 
government introduced systems and processes to improve the lives of all citizens.  
According to, (James & Cox, 2007), the role of an ideal ward councillor should 
include involvement in community leadership and strategic decision making.  They 
also need to be able to deal with short-term issues that present challenges for the 
development of new councillor roles.  This includes the skills and support councillors 
will need to make the transition to new and successful ways of working.  He later 
states that, the way local authorities, political parties and communities currently work 
with elected members is very important as to assist with the obstacles that they are 
facing at a specific time and also with improving these working relationships, many of 
which are dependent on changes to the culture of local authorities and local political 
groups. 
The points that James and Cox bring across are very important because, no 
municipal official can work alone without the input and participation of the residents 
belonging to that area that he is given to represent, nor can citizens work individually 
without the assistance of a municipal official, making this relationship very essential. 
Therefore such a relationship needs to be kept, active and healthy, for better service 
delivery results. 
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CHAPTER THREE 
METHODOLOGY AND RESEARCH METHODS 
3.1 INTRODUCTION 
The aim of the study is to evaluate the process of service delivery in two wards of 
NMBM, namely Ward 22 and Ward 36, in order to assess whether residents from 
these two Wards understand the service delivery process, also to establish whether 
there is a relationship and mutual understanding between the community and the 
Ward councillor who service them. 
In order to achieve this aim, the study employed qualitative research methodologies.  
“Dzimbo (1995:17) states that the qualitative research method is referred to as the 
interpretative ethnographic model of social research, because it focuses on 
understanding people. According to Badenhorst (2008:92), qualitative research relies 
on data in the form of words; researches seek meaning in human action. These 
researchers depend on description to express their data. However, Badenhorst 
(2008:23) holds the view that this does not mean that quantitative researchers 
cannot interpret their data for meaning or that qualitative cannot use statistics to 
argue a point. What it does simply, is that the research project carries a consistency 
that extends from being primarily based in qualitative or quantitative paradigm.  
3.2 ETHICAL CONSIDERATIONS 
Aristotle contended that humans are not inherently virtuous and that ethics must be 
taught and practiced. Furthermore, virtues are attained by first exercising them and 
people become just by doing just acts, (Singer, 1994:26). Babbie and Mouton 
(2003:520) contend that ethical issues arise out of interaction with other people, 
other beings (such as animals), and the environment, especially where there is 
potential for, or is, a conflict of interests. The aforementioned authors further explain 
that ethical conduct entails conforming to the standards of conduct of a given 
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profession or group. It can be clearly seen that, fundamentally, ethics is concerned 
with morality, that is, with what is right from wrong. 
In this study, the researcher observed the principles, ethics and procedures of 
dealing with humans in the process of searching for the truth. Below are the 
fundamental principles the researcher adhered to: 
 Respect for persons or voluntary participation; 
 Non-malfeasance (do no harm to others); 
 Beneficence (do good to others); 
 Confidentiality (Babbie & Mouton, 2003:523). 
“Since government officials in South Africa operate in a diverse society, their ethical 
convictions and accountability to its population are bound to be tested. To ensure 
that officials act confidently with support, training is essential as an initiative for the 
establishment of an efficient and effective ethical and accountable public service.  
In the empiricist view, ethics is behaviour advocated consistently throughout a 
society to be expressed as a code of principles. It reaches its precise form in each 
culture according to historical circumstance. The codes, whether adjudged as good 
or evil by outsiders, play an important role in determining which cultures flourish and 
which decline” (Wilson, 1998:5). 
3.3 RESEARCH DESIGN 
The research design is a plan or strategy which underlines philosophical 
assumptions with the specifying of a selection of participants to be used by the 
researcher during the study thus developing instruments and procedures for 
collecting data (Maree, 2007) McMillan and Schumacher (2006) define the case 
study as an examination of a bounded system or case, over time, in detail, 
employing multiple sources of data found in the setting. The case study may be a 
programme, an event, an activity, or a set of individuals bounded in time and place. 
Since the focus was on two different Wards, it became a multiple case study. From 
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each of the two Wards, a Ward councillor and community members constituted the 
research population.  
The study employed field study research which helped the researcher gather 
information directly from the individuals, household residents in this case, for the 
purpose of studying interactions and attitudes towards the problem of lack of service 
delivery. 
Ethnography was employed to understand the background, culture and relationship 
between their behaviour and culture, and phenomenology to ascertain the meaning 
of this experience and to describe an experience from the community’s point of view. 
3.3.1 Research Population  
A population is regarded as the group of elements or cases who are either 
individuals, objects, or events conforming to specific criteria and to which we intend 
to generalise the results of the research (Schumacher & Miller, 2010). 
According to Cooper and Schindler (2003:179) and Babbie and Mouton (2003:100), 
a population constitutes the entire collection of elements or groups in respect of 
which inferences must be drawn. In this study, the research population was the 
residents of the two wards, and the ward councillors. 
3.3.2 Sampling strategy 
Sampling is the process of selecting a group of participants from a larger group from 
whom the data will be collected (Schumacher and McMiller, 2010). 
Since the methodology is qualitative, the researcher used purposive sampling in the 
selection of the research sites. The two wards (of the sixty wards in Nelson Mandela 
Bay) were selected because of the problems experienced in service delivery and the 
residents’ dissatisfaction, evidenced in protests in 2010 which were witnessed by the 
researcher.  
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The sample of respondents was constituted as follows: 
 Ward Councillors (2) 
 Ward 22 residents (32)  
 Ward 36 residents (38) 
3.4 DATA COLLECTION METHODS  
The approach to data collection and analysis is primarily qualitative with some traces 
of quantitative analysis, on a small scale. 
A qualitative research study of each community was conducted. Four methods were 
used for data collection: semi-structured interviews with councillors, community 
meetings, questionnaires, and document analysis. Denzin and Lincon (2000:391-
3920 refers to this approach as methodological triangulation and further describes 
methodological triangulation as using more than one research method within one 
study. Methodological triangulation provides richer data by possibly exposing 
information that may have remained undiscovered if a single approach had been 
used by Duffy (1987:133) 
Primary data was obtained from both councillors and residents. It was important to 
hear the perspectives of both the councillors and residents, as they had different 
opinions on the problems experienced. Ward Committee members who are the link 
between the Ward Councillor and the community, of whose primary function is to 
inform the Ward Councillor of community needs, were of great help. 
3.4.1 Semi-structured interviews with councillors 
Semi-structured interviews were conducted with two key informants, being the 
elected Ward Councillor in each of the selected Wards at the time of the conducting 
of the research. 
The advantage of interviews is that an interview assists the researcher through 
interaction with participants as valuable sources of information who provide the 
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researcher with correct information. The interview also provides the researcher with 
the rich descriptive data that will allow him/her to better understand the participant’s 
construction of knowledge and social reality. Interviews create trust between the 
researcher and the participants, once the researcher has explained the topic to the 
participants. Also the answers come directly from face-to-face interaction. Questions 
asked help to explore relationships between variables concerned (Schumacher & 
McMillan, 2006:233). 
3.4.2 Residents’ meetings  
Residents’ opinions were gained through the administering of a questionnaire at a 
community meeting in each ward as follows: 
Street committees in each ward were requested to arrange a meeting with the ward 
communities. Two meetings were arranged, one in each ward. Ward 22 gathered in 
Matodlana Higher Primary Hall and Ward 36 in the Joe Slovo Church hall. The Ward 
22 meeting was attended by 32 residents, and the Ward 36 meeting by 38 residents. 
Of the total participants, 25 were adult females (over 25 years), 25 were adult males 
(over 25 years), and 20 were youth (male and female under 25). Because literacy 
levels are low within this segment of the community, the majority of the people that 
were consulted came from the middle to senior citizens group because they are 
more informed of communal issues due to the fact that they have been there for 
many years. 
  Questions were asked and explained and interpreted with the help of street 
committee members and various concerns were raised by the community members. 
Questionnaires were completed and from these, data from the residents was 
gathered. 
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3.4.3 Document analysis 
Schumacher and Miller (2006) define documentation review as a data collection 
instrument, the process of providing proof based on any kind of source, whether 
written, oral, or in the form of an object.  
A number of government policies, journals, local IDPs, official documentation and 
laws have been consulted.  
In South Africa, the basis for public participation in local government is outlined in 
key legislation like the Municipal Systems Act of 2000 and key policies like the Draft 
National Framework for Public Participation of 2005. These documents are 
summarised in the literature above.  
3.4.4 Limitations of the study 
It was impracticable to get more community members as the researcher anticipated, 
as the community members were reluctant to attend and some stated that they were 
busy with other businesses of their own at the arranged time. The researcher had a 
struggle to arrange appointment with the Ward committees, because of their 
commitments in Ward matters. Another struggle was to secure appointments with 
the Councillors as they were always busy attending meetings with local Government. 
At the beginning of the research project, councillors were reluctant to divulge 
information pertaining to ward issues. However, their stance subsequently changed 
and towards the end of the research process they are now willing to be more 
transparent in supplying the researcher with more in-depth information. 
The researcher had to waste a great deal of time in trying to arrange meetings which 
were postponed many times; as a consequence there was not enough time for the 
researcher to get as much information as she would have liked. 
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3.4.5 Delimitations of the study 
This study was confined to only two Wards of the Nelson Mandela Bay Municipality, 
represented by two Ward Councillors, 32 residents from Ward 22 and 38 residents 
from Ward 36. 
3.5 CONCLUSION 
Chapter 3 dealt with research methodology. The use of qualitative research 
methods, the multiple case studies as the design, and instruments for data 
collection, were outlined. 
Chapter 4 presents and analyses the data which was collected. In this chapter, the 
responses to the questionnaires are analysed, interpreted and discussed in order to 
answer the questions raised and to see whether there is any relationship between 
the findings and the literature review. 
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CHAPTER FOUR 
FINDINGS 
4.1  INTRODUCTION 
In this chapter, the interviews and the responses to the questionnaires are analysed, 
interpreted and discussed in order to answer the questions raised and to see 
whether there is any relationship between the results and the literature review. 
4.1.1  Analytical approach 
David and Sutton (2004:191) state that data analysis is an attempt to identify the 
presence of absence of meaningful themes, common or divergent ideas, beliefs and 
practises. Data analysis in qualitative research is primarily and inductive process of 
organising data into categories and identifying patterns among categories (Maree, 
2007:103). 
According to Posthuma (2011:78), data needs to be examined in the context in 
which the researcher is usually involved. The involvement of the research was 
evident in the conducting of the interviews and this was done bearing in mind the 
qualitative research data analysis is an ongoing process from the time of data 
collection to the end of the research work (Maree, 2007). 
The questionnaire that was used was structured in such a way as to shed light on 
the objectives and aims of the research, which are to determine and gather 
information from both the councillors and the communities of Ward 22 and Ward 36, 
their understanding of what services mean to them, how these services should be 
delivered, and their responsibilities and accountability from both sides. The findings 
from the questionnaire with residents are combined with the findings obtained from 
councillors as well as from observation, community meetings and municipal 
documents. 
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4.2  SERVICE DELIVERY IN WARDS 22 AND 36: EFFICIENCY AND 
PARTICIPATION 
Data was collected at two Wards, namely Ward 22 and 36 in the Nelson Mandela 
Bay Municipality, from 32 participants from Ward 22 and 38 participants from Ward 
36. The councillors from each ward were also interviewed. The use of participants’ 
real names in this study was avoided. 
4.2.1  Development and service delivery: Ward 36 
There has been some improvement in the construction of the houses and the 
provision of the services in Joe Slovo since the beginning of the research project in 
2010.  
Some sections of Joe Slovo now have formal housing with electricity, although some 
like the new Nkandla development, which is in the informal settlement, still have to 
use the bucket system as water-borne sewage has not yet been implemented. 
Together with the new housing development, job creation is taking place at the same 
time allowing people the opportunity to work on site with laying of water pipes and 
other infrastructure. 
Here is a summarized list of the challenges noticed in this Ward: 
4.2.1.1 Pollution:  Efforts are put in place to clear litter from dump sites on a 
weekly basis, but there is still evidence of unorganized rubbish in the 
streets and some areas of ward 36.  
4.2.1.2 Health Services for the old aged civilians: Residents who volunteer at 
the clinic took it upon themselves to do house visits to elderly people to 
bring them soup and bread, and supply them with their treatment, this is 
also done to houses where they have means to feed themselves. The 
municipality had promised to assist financially with this initiative, but has 
not yet been able to assist.  
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4.2.1.3 Problems with house leakages from newly built geysers: New geysers 
have been built for majority of the households, problem is, the geysers are 
now leaking, and to get them fixed is a mission and a long waiting period.  
4.2.1.4 Power outage: The Municipality does respond about issues concerning 
this and they take too long to address the problem. No one comes to 
address the residents about ways of rectifying this issue. 
4.2.1.5 Unemployment: Youth is not motivated to continue with their matrics, 
those that do write and pass their matric do not have means to continue 
with further studies. This has a big impact on the high unemployment rate 
in Ward 36. 
The above information only highlights a few issues that the residents of Ward 36 
have experienced, with the hope that things will improve for they have seen some 
changes good and bad. 
Most respondents from Ward 36 stated that they sporadically receive the services 
they expect, while some categorically stated that services are never delivered as 
expected. Few are of the opinion that everything is going well and that they are 
always provided with the services they expect. 
Despite this progress, large sections of Joe Slovo are still informal settlements 
without services. It is therefore not surprising that most respondents from Ward 36 
stated that they sporadically receive the services they expect, while some 
categorically stated that services are never delivered as expected. Few are of the 
opinion that everything is going well and that they are always provided with the 
services they expect. 
Regarding consultation with residents, meetings are held weekly on a Tuesday with 
Area Committee, Ward Committee members and Street community members. 
General Meetings are held on Sundays once a month with the Councillor. 
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4.2.2 Development and service delivery: Ward 22 
Daku is a section of Kwazakhele township, a formal township that was established in 
1956 under the apartheid government. Kwazakhele was initially a ‘site and service’ 
township but formal housing was built and services including water, sanitation and 
electricity, were provided over the decades. By 2010 most of the houses had formal 
service provision but there are still some small informal settlements. 
The Ward 22 councillor provided information on the steps that have been taken in 
their ward in order to uplift the community. She outlined the challenges they are 
facing as a ward and the steps they have taken in order to deal with the challenges 
that they are faced with on a daily basis. The challenges are as follows, with 
solutions to some problems that they are facing: 
4.2.2.1 Pollution: The councillors have managed to ensure that with the youth as 
preference to make sure that within their respective areas are hired to 
clean the streets. The remuneration for such work is that they get paid 
R600 per month and they work 5 hour shifts per week in order to make 
sure that their area is clean. 
4.2.2.2 Financial support for projects to help with the schools: There has 
been an ongoing programme that has been launched whereby the 
schools are also cleaned which is ongoing however is currently stagnant 
due to financial constraints. There is an Non-Governmental Organisation 
called Ubomobutsha which assists in cooking for impoverished schools 
children in order for them to get food to eat, help them with getting 
adequate uniform as their parents lack the funds to assist them and also 
help them with their homework as the impediment is that many of their 
parents and guardians are illiterate. 
4.2.2.3 Health Services for the old aged civilians: A programme called 
Lithemba has been established which has trained care givers who visit old 
people and also sick individuals to provide assistance and support for 
them. The ward is currently in negotiations with Social Development for 
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support in order to launch the Tshume school gardening and soup kitchen 
in order to work hand in hand with Ubomobutsha. 
4.2.2.4 Problems with house leakages from newly built geysers: There has 
been leakages with the newly built geysers and one of the problems is 
that the houses are not stable enough in order to accommodate them and 
as such there is lack of maintenance of such geysers as most of the 
community members are not working. There is no agreement with the 
municipality to fix or rebuilt the old houses. 
4.2.2.5  Vandalism of buildings: Vandalism is very prominent in the area and 
they ward councillor and ward committee members are trying to address 
the situation as the building called St. Nelson which was used for 
community based programs has been vandalised to such an extent that 
they can’t use it for such programs anymore. This building has to be 
rebuilt. At times there are houses that burn and there is no one to rebuild 
as there is no help from Government to assist with such calamities. 
4.2.2.6  Power outage: There have been many complaints about this problem 
and the Municipality does respond but they take too long to address the 
problem. 
4.2.2.7  Staff shortage from Municipality: The reason why there is lack of 
service delivery at times is due to the shortage of staff in the municipality 
and as such you find that there is too much of a work load on one staff 
member which only leads to complacency on their part but if they had 
extra help the problems would be addressed accordingly. 
4.2.2.8  Shortage of teachers in schools: This has always been a problem in all 
the wards as you find in the suburb schools there will be a maximum of 30 
children per teacher but in the rural areas or specifically focusing on their 
ward you will find that there is only two teachers for each grade and in a 
class you would find that there are 60 children to be taught and this leads 
to lack of one on one communication with the teacher. These schools also 
  
 
40 
have a problem with the maintenance of the infrastructure and there is no 
support with this pandemonium from the Government. 
4.2.2.9 Shortage of staff and medication in clinics: There is lack of staff in the 
clinics and one finds overcrowding and sometimes the delivery of 
medicine does not arrive. At times one finds that the medication supplied  
from the town clinics is not the same as those in the ward for there is a 
shortage of medication. 
4.2.2.10 Crime: There are ward committee’s working hand in hand with the police 
in order to curb the problem with the crime. Prevalent problems are house 
breaking and people being mugged in the hour of the night and sometimes 
during the day. At times the police don’t take the relevant steps in 
addressing the problems the communities are facing and you would find 
that some criminals walk off free due to lack of evidence or initiative from 
the authorities to get sufficient evidence. One of the roots of this problem is 
the illegal taverns without licensing for them to operate. There is rape and 
this often stems from these taverns and the use of drugs whereby people 
break into homes in order to get things to sell and buy more drugs. 
4.2.2.11 Illegal dumping: This problem emanates from the fact that at times 
people wake up too late in order to take out the garbage for the garbage 
truck to collect. So at times people resort to dumping in their surrounding 
areas. At times the truck doesn’t arrive and complaints have been laid but 
the Municipality always informs them that the problem will be addressed. 
4.2.2.12 Unemployment: This has always been an issue and they have tried with 
the hiring of people in order to clean the streets but there is always a 
shortage of jobs. As much as they can find other job opportunities for 
community members, the issue is funding in order to pay these 
unemployed individuals. 
4.2.2.13 Maintenance of tarred roads: The roads where built and the people were 
happy. However now the problem they are facing is with the maintenance 
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of these tarred roads. You will find that the Municipality only patches all the 
time and this leads to other potholes forming and you will find that it would 
have been cheaper to form another road rather than having a road full of 
patches. 
4.2.2.14 Wheelchairs for disabled people: There are individuals with no wheel 
chairs and they have been trying to get funding in order to get the wheel 
chairs however they have not managed to outsource funding yet. 
Respondents from ward 22 stated that they are quite pleased with the effort that the 
municipality is putting in, in bettering their community, but they feel that a lot of work 
still needs to be done. It was also made known that, even though a lot has been 
fixed and taken care of, everything that was put in place as assistance to better the 
daily living of the residents is a bit flawed. For instance, the tarred road has a lot of 
potholes, and for the road to be maintained, the process seems to take forever.  
With all the above problems you will find that there is a common problem with all of 
them, which is funding. The Government takes too long to respond to respond and 
does not support these communities sufficiently in order for them to build safe, 
secure communities. 
People do not attend community meetings which is why sometimes the councillor is 
sometimes not aware of the challenges they are facing. However these problems will 
never be able to be solved without the correct funding from the government. SASSA 
does help sometimes with the funding and they have monthly meetings to report  
back and there have been portfolios established in order to ensure that there is also 
individual responsibility for people to address the problems. 
Having interviewed the two councillors, it is found that there has been an 
improvement with regard to actual development within these two wards, although 
some aspects of service delivery are still an issue. The councillors themselves seem 
willing to assist the community when it comes to listening to their issues, but the 
impasse arises when the implementation of what needs to be accomplished is either 
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delayed for reasons unknown to, or not explained to the community, or when the 
project is implemented, but not to the community’s satisfaction. 
4.3 SERVICE DELIVERY IN DIFFERENT PARTS OF THE METRO 
Residents of the two wards were asked whether they thought that the services 
received were the same in their communities as in the suburbs of the Metro. 
Approximately half of all the respondents (from both Joe Slovo and Daku) indicated 
that treatment regarding services is sometimes the same, but some denied that 
services are ever the same in all the wards of the Metro. Only a few indicated that 
they think that all wards always receive equal service provision. 
4.3.1 Location of municipal offices 
Ward 22 and Ward 36: The majority of respondents from both wards indicated that 
the siting of municipal offices for service delivery in their ward places some people at 
a disadvantaged position, whilst a minority maintained that they are not 
disadvantageously located. The community feels that they still do not have easy 
access to the municipal offices, regarding queries concerning electricity accounts 
and reporting water leaks, as they have to travel to the CBD area to report these 
issues. A further disadvantage is that given the size of the wards, the ward councillor 
does not stay close to some of the people residing in the same ward. The ward 36 
Councillor decided to relocate back to his former residence, in order to be closer to 
the people. 
4.3.2 Constraints on consultation 
The councillors for both wards could not identify specific constraints on effective 
consultation. They alluded to the fact that the actual administration is done by the 
municipal office and their role is to consult, explain and give feedback to the 
community on their concerns. These representatives therefore bear the responsibility 
of informing the authorities of the community’s concerns. 
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4.3.3 Structures for consultation 
There are ward committees with representatives from civil society in place in both 
wards, but in Ward 22 the councillor seldom organises meetings to listen to the 
needs of the community, even though there has been progress in service delivery. 
Since the 2016 local government election, the newly elected councillor is now closer 
to the community and is available to attend to attend to the communitys’ needs. 
Residents of both wards argued that another contributing factor to the lack of 
consultation is that ward committees are not fully operational, resulting in poor 
communication with communities.  
4.3.4 Information available to residents 
During ward community meetings, residents raised their concerns with the ward 
councillors. Community members depend on the ward councillor for information 
regarding any new developments and upcoming projects. With regard to financial 
planning for their wards, the councillors state that there is little participation in the 
performance management systems from their side, and that they have no clear role 
or participation in budget allocation. Both councillors expressed concern at the need 
for proper training in administration, and especially for clarity on the role that they 
must play in local council processes, as they are political appointees taking 
instructions from above. In essence, the councillors affirm that they are 
representatives and therefore need to always carry a mandate from the people. They 
cannot decide on behalf of the community, but have to consult. The feedback they 
receive from their constituencies is meant to contribute to the planning of the 
Municipality through the IDP process. 
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CHAPTER FIVE 
CONCLUSION 
5.1  INTRODUCTION 
The research has shed light on the role of community participation and service 
delivery, with specific reference to Ward 22 and 36. Qualitative methodology was 
used in evaluating the process of service delivery and some empirical findings have 
been made, with regard to the status quo of service delivery in these wards. 
These two wards could become a model for service delivery and good governance 
through strides in encouraging community involvement process. One of the positive 
findings from the respondents is that they affirmed the importance of community 
involvement in accountability and transparency as well good governance. 
Respondents appeared to understand that constitution and legislative prescriptions 
required community involvement. The study further revealed that certain cardinal 
aspects regarding service delivery in the two wards that need urgent attention if the 
Municipality is to comply with the new mandate of developmental local government. 
Chapter 7 of the Constitution of the Republic of South Africa, 1996, states that it is 
the object of local government to encourage the involvement of communities and 
community organisations in matters of local government. This requires a co-
operative approach, an “effective partnership” in which local authorities provide 
strong leadership for their areas and communities. Therefore, local government as 
prescribed by the 1996 Constitution should enhance opportunities for community 
involvement by placing more power and resources at a closer and more easily 
influenced spheres of government. 
“Councillors, as community leaders, should play a vital role in building a shared 
vision with the community by mobilising local government resources for the 
improvement of basic services. Developmental local government requires local 
authorities to become more strategic, visionary and influential in the manner in which 
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they operate. Municipal councils and officials also have a crucial role to perform as 
policy makers, advisors and as custodians of the principles of local democracy. 
Efforts towards establishing a single public service could assist in building a sense of 
duty and responsibility to the local communities, irrespective of which sphere public 
officials are located.” Tsatsire, Taylor and Raga(2010:284) 
Municipalities should realise that if their aim is to get communities to endorse already 
taken decisions, the community will not respond positively these should be directed 
at ensuring communities have an effective say in decisions affecting them, and there 
should be a space for them to play a role in the implementation process. 
Communities need to be strengthened and empowered through legislative 
amendments, policy changes and other means. Ward councillors need to be given 
an expanded role. 
Within a clear framework, municipalities should consider delegating some powers to 
ward councillors and ward committees as allowed for in terms of the law. Ward 
councillors should also take responsibility for ward development plans and respond 
to the IDPs. They could also oversee the delivery of services and development in 
their wards, including possibly contributing to the Municipality’s assessment of the 
quality of services provided by a contractor before he is paid out fully.  
Openness and transparency are the hallmarks of a democratic government and 
fundamental to the public service delivery process. In terms of public service 
delivery, the importance lies in the need to build confidence and trust between 
government and the citizens they serve. The public should know more about the way 
national and provincial administrations are run. 
5.2  RECOMMENDATIONS 
5.2.1  Participation in Ward Committee processes 
There should be frequent meetings organised by ward councillors together with ward 
committees. These meetings could be arranged to coincide with meetings of the 
  
 
46 
council and fit into the municipality’s annual cycles on budgets and IDPs. The Ward 
Development Plan could provide a framework for the programme and operational 
plan of the ward committee. Municipalities should provide administrative and other 
support, including the training of ward councillors and ward committees. 
Since we are all part of the changing South Africa and with “transformation” taking 
place, a certain amount of understanding from the communities is needed. However, 
after 20 years of democracy, how long can these communities be expected to be this 
patient and understanding towards the government? 
For ward committees to be properly effective, thereby working together with the ward 
councillors, other forms and structures of community participation also have to be 
effective. 
There must be a balance between the communities and councillors, so that 
communities understand what local government can afford and has capacity to 
deliver, and that there is mutual respect and understanding between the two parties. 
For service delivery in the two wards to be effective and efficient, lines of 
communication between residents and councillors should be opened, and there 
should be constant consultation with the communities. 
The community should be involved in assisting the Municipality to accurately decide 
which services should be expanded and improved, particularly during the planning 
stages, and councillors must consult citizens during decision making. 
 Firstly, creation of community involvement: 
Due to lack of full community involvement strategies identified in these two wards, 
the research recommends a new normative model to enhance community 
involvement. It is also recommended that the Municipality develop a community 
participation strategy and a plan that will identify and convey activities for each year 
in advance and a dedicated and adequate budget should be made available for this 
purpose. 
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 Secondly, capacitation of Ward Committee Members and Ward Councillors: 
Capacity building programmes should be offered to assist Ward Committee 
Members in carrying out their duties and roles more effectively. Further it is proposed 
that Ward Committee Members and Ward Councillors should receive training 
simultaneously, because their functions are complementary and teamwork could be 
promoted. The Councillors and the Municipality should engage with structures like 
SALGA, PALAMA and Universities to facilitate such capacity building initiatives. Also 
in-house training could be facilitated with staff that have applicable skills, knowledge 
and qualification to conduct such training initiatives. 
 Thirdly: Resource allocation for Ward Committees: 
Committed funding could be provided annually for community participation plans. 
Since the Ward Committee Members are the link between local communities and the 
Municipality, provision could be made for realistic stipends in an effort to motivate 
them to perform their functions with dedication. Transportation could be made 
available to enable Ward Committee Members to liaise more closely with the 
bureaucracy and an effort be made to empower Ward Committee Members with 
basic computer skills so as to enhance their networking and communication skills. 
 Fourthly, Clarification of roles and responsibilities of all structures involved: 
It emerged from the interviews and discussions that there is a need for the activities 
of Ward Committee Members to be more clearly articulated and that their activities 
be monitored; communities or their representatives could also play a role in the 
evaluation of potential service providers. It is further recommended in this regard that 
the roles and responsibilities of the Ward Committee Members and that of Ward 
Councillors should be reviewed by the Municipality in an effort to identify overlapping 
of functions. Councillors could be briefed by the Provincial and Local Government 
Structures that they are required to closely work with the Ward Committee member 
in an effort to enhance participation of the communities in local government matters. 
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If this recommendation could be implemented, a benefit could improve basic service 
delivery. 
Also this kind of involvement from the communities will ensure that municipal 
planning and decision making processes will reflect their needs and priorities and 
can lead to the types of decisions that will make for an open, fair and democratic 
local government. 
 Fifthly, a culture of open communication and accountability: 
Communication between government and the community should be seen as an 
integral part of service delivery and governance. A culture of open and ongoing 
communication should prevail, and not only limited to crisis communication or media 
statements. Communication between these structures should be strengthened. 
When the Ward councillor calls Ward Committee meetings which are his current 
prerogative, that communication should reach the relevant role players timeously. A 
comprehensive communication strategy, accompanied by implementation plans with 
proper time frames needs to be developed in consultation with relevant stakeholders. 
Government should live up to its promises. Before local government elections, 
political parties present their election manifestos to communities in an effort to 
secure votes. Councillors and their political parties are viewed by community 
members as the role players who will improve their lives. It emerged from the focus 
group interviews that government have to deliver on their promises, as communities 
have lost faith in them. Another recurring theme that emerged from certain 
participants was that politicians and municipal officials should visit local communities 
regularly to establish for themselves the kind of challenges communities face on a 
daily basis. It should be noted that in terms of legislative prescriptions, municipalities 
are required by law to consult with their communities on processes. 
Results from the respondents clearly indicate that anti-corruption and anti-fraud 
strategies exist but these are purposefully not implemented. It is recommended 
government should urgently revise its strategies and policies in an attempt to deal 
with fraud and corruption. 
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5.3  CONCLUSION 
This research primarily evaluates the efficiency of service delivery in Wards 22 and 
36 in terms of the new developments mandated and assigned to the local 
government (Councillors).  
With the overall research done and presented accordingly, the researcher can come 
to a conclusion that, local communities are required to rethink the manner in which 
they are organised and run. These communities need to find strategic ways and 
methods of going about their business of maintaining a good service delivery 
standard, one that will be pleasing, not only to the residents that they are put in place 
to lead, but the country as a whole. 
The potential for further research on the topic clearly exists as the insight and 
experience gained during the research process, provides a useful point of departure 
for continued study and research. 
In relations to the objectives of the research, the researcher has managed to meet all 
the objectives of the research, here follows the summary of the findings: 
On examining the working relationship and reaching the common ground between 
the community and the councillor, the researcher could conclude that there is now a 
good relationship between the parties, especially after revisiting the Wards after the 
local voting took place. A big improvement is evident in the way that they operate. 
There is also a level of communication within the community and the Ward 
councillor, which shows immense improvement on all local processes, together with 
the level of satisfaction from the community residents with regards to service 
delivery, which has grown as the community can now participate in all levels of 
decisions and communication. This is due to the establishment of desk forums 
because this platform makes them feel a sense of belonging. 
The journey has been, not to say that the destination has been reached, but at least 
steps have been taken to reach a destination where all citizens of South Africa can 
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actually be satisfied with service delivery, and have the willingness to work hand in 
hand with their local municipalities, to reach even beyond set goals.   
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ANNEXURE A: RESEARCH QUESTIONNAIRES (RESIDENTS) 
 
Instructions:  
1. Please do not write your name. 
2. Kindly respond to all questions.  
3. Please note that there is no wrong or correct answer only honest ones. 
4. All questions should be answered by making a cross in applicable block. 
5. Please note that the information is required for research purposes only. 
 
RESIDENTS 
 
1. Sex of the respondent 
Male   
Female  
 
2. Age of the respondent 
25 - 30   
31 – 35  
36 – 40  
41 – 50  
Over 50  
 
3. Are you satisfied with service delivery in your ward? 
Yes   
No  
 
4. Do you think community members within the local municipality feel that
 they receive the services they expect? 
Sometimes  
Always  
Never  
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5. Do you think the services received by different communities/suburbs is  
  the same? 
Always the same  
Sometimes the same  
Never  
 
6. Is the location of the office for service delivery logistically viable? 
Yes   
No  
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ANNEXURE B: RESEARCH QUESTIONNAIRES (COUNCILLORS) 
COUNCILLORS: 
 
1. Are you involved or do you have a say in the financial and implementation 
 plan for the ward you are representing? 
Yes   
No  
 
2. Is there a function within the municipal administration that is responsible 
 for consultation e.g. committee on gender, or a councillor committee on 
 human rights for community concern?  
Yes   
No  
 
3. To what extent is information made available to the public? 
Always  
Sometimes  
Never  
 
 
 
 
 
 
 
 
 
 
